
Feedback Policy – Complaint Journey
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Phase

“I am not happy”

Is it a complaint

Refer to correct 
organisation or 

department 

no

yes

Read/ review / call 
customer.

Acknowledge with 
deadlines.

Within 5 days

Investigate 

Provide Stage 1 
response

Within 10 days

yes

Within 10 days?

Record reasons for 
delay

no

Log the issue

“I am still not 
happy”

Pass to investigating 
officer

Read/ review / call 
customer.

Investigate Within 20 days?

Log the issue

Pass to investigating 
officer

Acknowledge with 
deadlines

Provide Stage 2 
response

within 20 days

yes no

Record reasons for 
delay

“Still not happy”
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